• Commoditization: Hospitality products are becoming more "commodity" like. This process makes pricing the most important decision making criteria for consumers, bringing a huge need for differentiation for hospitality companies. Though there is little that can be done by airline companies, hotels have many opportunities for differentiation. For example, Mandarin Oriental keeps track of the fruits eaten by their guests in an electronic profile so that upon their next arrival they receive a fruit basket dominated by their preferred fruits. Similarly, Homewood Suites allows the travelers to check in 36 hours in advance and select the actual suite in which they will stay. This will ensure that the guest knows exactly where he/she will stay in the hotel. There are a host of research opportunities in this area. For example, one could examine the impact of differentiation technologies on guest satisfaction and intention of return. Similarly, another research idea may be the impact of the Internet in creating a differentiation. • Web 2.0: Web 1.0 was static. Web 2.0 is dynamic and it is changing every second by the users. Consumer-generated media has become a powerful tool for decision making. More than 35 million visitors visit www.tripadvisor.com to read the feedback of others. Hotel companies like Affinia Hotels are putting a TripAdvisor link on their main website to show their confidence in an uncontrolled medium. Hospitality companies are also utilizing Web 2.0 technologies to communicate with both their guests and employees. Borgata Hotel, Casino and Spa offers each of their employees an electronic login and human information system where they can view or change their benefits and schedule, as well as communicate with managers and each other. The company is planning to add Facebook-like social networking capabilities so that employees feel part of a "family." In an industry where turnover rates are skyrocketing, initiatives like this becomes very important. In this domain, there are many research opportunities such as attitudes and predictions about social media by travel marketers 196 Editorial and guests, or the impact of electronic word of mouth. Similarly, legal implications of Web 2.0 tools create a very interesting research area. • Software as a Service (SoaS): In connection with Web 2.0 technologies, more and more vendors offer SoaS model where the customers subscribe to a software service. In this model, the customer does not need to be involved in installing the technologies in a server and maintain them-all of these activities are handled centrally by the service provider. This allows much more affordability and speed for hospitality companies, especially small and "mom-and-pop" establishments. The adoption level of SoaS for nonmission-critical solutions is higher. For mission-critical applications such as a property management system or a point of sale system it will take a little longer, because the perceived level of reliability of broadband connections need to increase. SoaS also comes with a host of challenges such as the ownership of data and the total cost of ownership. Researchers may examine the effectiveness of SoaS service as compared to a traditional software model. Additionally, the perceived advantages and disadvantages of SoaS model may be examined. • Security: About 25% of restaurants' and hotels' credit card processing services are breached every single year. Most companies do not even know that they are breached. About 40% of credit card breaches happen in hospitality industry. Many hospitality companies do not know where their data lies, and a significant portion of hospitality companies are not in compliance with payment card industry data security standards (PCI DSS). This poses a very serious challenge to the hospitality industry. Since the hospitality industry operates with slim profit margins (especially restaurants), the attention is usually not on security but more on cost cutting and operational effectiveness. However, ignorance on this topic can affect companies considerably with a loss of both reputation and money. There is a vast need for research in the field of PCI DSS compliance in hospitality industry. The barriers may be examined and potential solutions may be offered to industry professionals.
There are many more technology trends developing in the hospitality industry; I will discuss several more of them in my next article. All of these challenges give researchers applied and theoretical opportunities for more research. I invite all of you to tackle these issues and contribute to the body of knowledge.
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